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Abstract: 

In light of the trend towards globalization and innovations frequency, organizations 
have become facing an increasing pressure to bring change and the adoption methods of 
management. The developments taking place led to the desire of differentiation and 
achieving a better situation of competitiveness at a time theInformation and 
communication technologies occupied an important place in the economy and played an 
important role in developing of business organizations performance and improving its 
services. 

In line with these changes and organizations seeking to keep cope with 
developments, the necessity of concepts adoption and new working methods appear and 


the focus on the role of Information and communication technologies in the development 
of production of organizations (products and services). 
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coh ict Audliall Agel gel Glabaiall cl Ld GY «dhatls dle Yl ha glsiS Ge sald 
5Sp6 cal quill ga Lgdan GJ Caegd FE Ughe GAS Gl sill Sey Lentil 5 Ui palll's 4a yall 
cea cil Cb YI ASL Ugke y GY Liat! Utley aguas aed Shay GUA Leith 5 Gye WEDULH! Ugiadail 
Ms gol Ly Gabi 
CAabialls Lit po SLeail las agate: cyl jl s elS pall 1) ile gleall Lgelei au si 
Alaa) Clibarolld allel] arewall de dey psy Adare; Ad) plas de gleall Unies GL © 
GB ys Lad 5 ike gles oy 50 SLES of Sar hartine gf Cy 53) Cpe DULY 
Agi ye cetmeati'g allel) le etait Gy) BY) he Lge Aabiall Ses Gsll ¢ bye DK ie © 
sha 5 SSI) 
labial Gunde Susi Jota Gals Gf Dll, ci GY! Slack! dbl 
Home page (pes ASuil) cle ls dole dade GIS a GLa) Gi ey! DE ep e 
AS pall Ge Ae sie Cla gles (ySlgivall aad Gaye AgalsS eek Gm 
Pilates 
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Colla) GHL5 Gas lens dee Ge Gbabidl Gy dlelG Alan, Gi yey) tei, 
hay) Gist ee GILLYI US Gu Ad) Aa meds cdl ee ce Uni pdlls 
cSleall Jaa (8 5k LL) Ge seb Cu DU Labial plas old ail oll 45752 50 gall 
col) ae las UD I ob eS Glasall sy Gp gull hitins Gh GIS pill Go ane Hal B, 
AGge GUIS!) lid ggidl Ie Gots! (Al) ddbidl, GOV) Lesh Qa SLAY! 
ced Bap Alay Gh COBY) pe GLeaalld cB yuall Gud | ge gdy al cyl) [quails ae UE 
cle Aes Gil ae GYLEDU ase JSS Beg eed Ged Ld pill Gadi uy) das 
Cilervel) guia cell s Cale glee agate y ag slut 

Ol 5 Cp pattiawall 5 yy sleiall ao Leila sgae CHSS Gy) Gilalaiall le Gins Slaall Ida Cy 
Cal 5M AaBall 4a peal g Gy gail] datiand Anlryl clbch (cis ST) Go pull Le Ge asad 
SSL gM Sli gd Gag HSIN) appall lets Leal je Glue Guat, Ghly srclé clu, 
Ladd (yo AMS Qf Sadie ARNE) CDLeall UDA ye Upilatiiey Lalaiall gy sill» PA, judi 
Os be bile Cus ob yySl) Ugied, dali) Als de pulls Jyoti ill ig ST) ay ll 
Ad ed Val jel Age ye ile 

Labial) GUNS) IS yo ooh gis HST) a ull | DS 





Source : Claude palanque et autres, L’e-mail marketing, maxima, Paris, 2003, p. 26. 
INS Go Ugiletid aay jill Ap) Ghali Gatsl Gi i) ASn8 Gl il gl as 
21. oo Ul je Aad 418 GI cle De! , Ande Yi cdLeall 
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vel gull an (cle 8 yeccall y § Sl) CLabauall Cle ye Acad Aula  t 
(SAY! ae Y) ile g: 43 baal CDle YI dated (s guad ania agi Yt 
psSLall hgh ag peal a pall 43 lee Lae ay pes Lge ala y Gils gleall Spas t 
CAS pill Lali dal) y Baud dye geods aly Ga gucill  T 
cadle Yl ile 5: Ai jlde (Mle YI dali Galea t 

cle Anal fll Aauhae Gg alah Glabaiall Gee Gi BY Gl GS jel La Ye 5 
Cusnl AAG comes pals ee apie sla Gl} abs 5 8 pais By gees eri allel) Us siueal 
Cus SY) Gaby ead CE 1S a) Call ila ol giSill ALLAN 0 gall Gales» Nall 
JalSill gle alld Gelen ec Lauy GIR ae Labaiall Glan y Calids Ls) 8 ala 59 Gal ll 
Sails basal) Gass Sas 8 Gall os Geel aguas es eel Gud gall ean Lil ill; 
cceoplaiill 1) 8 


easy) Cibaaie 8 cul) usy) y Gu UY) Glinki 12 3 
oils Aabaiall ol pci Gell) GolASOU dull ais, (ies GY) Ass ab 
Jerid Aire Aelaigg drald Aglas Astle glee ASui Ge syle Ged cdl fie Ci pgecay 
Lect) yo Qylelall's al aU (Say 8 alldy GU BY) Lgl iy (Gill acl sill» GIS gi g pull 
oe AMS ils se lS ASly eadly ¢ pul Ad ples Cle gleall Cy Speaslls Geral) agers 

22 5 inal) Asslzit) CulLY) 
cle Wiad AGM (8 Ughe sy Undead) Gall Q§ ghd el AU ALY) Glicsll 
Salis ead Cyn Phe geal) dey pull Glagbills Aolaiall sooeial) Gbibidl Gle Aly 
SLL sacl CM gue sls ay ybivell le ( slails erlls Siti sll auld s Astle gleall Olarall 
AI sgusy Ayslacll aati Mills «chy SST! arly Apolay! asclin yl, satall ail sls 
dye} cle ely) ADA Ge eany celeall ells cleall Jelly Agata) GYLUay! 
Aisa y daral y dies de goncll Cs Ae shea) aul ead (2JSAll) Age ra iy HSI) Gy shed 
cle og sins pli ge yy silly Pcleall Jeall ua aati dasa Gi dS Ja Ge Jus Ia, 
Aas gl siSill alas age Cpe Ay pda LAA olaeall (a nly Le Vag abd dal pall Si go) 
Lan sl iS ga Geleall Leal) Gh mtgcts SIV) ay pull sla g yids (Notes) Gos “sal dee Oe 





13 


4 


QD oor pda 14g13! gagy digeall ephalesall go dgy sell Jaci sylabia yo vrdall Jlall aly idea gles gasle aplall 


Tas 'yally yalelell orl Las tle gleall Uy gaily and il) ail oll ¢ gene aud ill 
es Jeell Gstny Call Gala SY) ilies Ca yb Gye deenedie Glib ¢ yl Geleall deal! 
Ab jets Legal! apati Gyo DUbI| ates & 5 pie auld ys puts deities amy s¢4 «coral! aguoes 
Le Lanta) Culley galt yall Ida y ce g pall aati Jal yal Asa gtall Aautiall Gol Yiguay ogi 
eb 

Ustad) Calis ee Li SY) La I als 

ayaa) 3 dass Gil Gopi ali US as Cobeiall Golaty) Cilia 5 Sts ares () 

(LILY juad = ay lial God Gy Sty Gle Leia) dae yy - AS fill Cle Leia 
Bodvia SLA 24 Sly a5 gall Gadi chy cay Ye AS fuel Cle Laie yl sla) () 
gelaall Seall ali ys Sal yo | 2S 





Source : Melissa Saadoun, op.cit, p. 59. 





ccc leal) Seal! azall aati Ct) Ley Gl by) alia a) Glinbs lla as gi 
OLE 58 LS Lakai) GULLS Gye aus gig Aplaall GISLEN 50 gh Ge ay Fi Glanbill oan , 
Toy Lad Lge Sal) lal Gye La neg « Gib sll Loi ASTY) a ptill Ayal 


(Workflow) Jax $835 qal aid g 


SS gy Cilegeall GAS pupal ple geal Glial Gus Gye ell Gist gual yy yes 
aseie: ell Gis eal p sede Lt yy Cue OPA, SSI) GiB GI AS ja gets Leis Ge 
9 Asbaiall Jala Clabell 25 5 ST) gaaill yard le Clery gh g «Cilball oi 5 fSTY) patil 
chy pets ead AN) Aum Gel a! Ae pene Atl deell Gash ali yy Ch ed GS till 
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eal Sazadh as j si Guid hag: «lanl de gene Jala ile gleall Giai Aa 5 Bolg pas 
29 
Ca pewall Gl 


(ERP : Enterprise Resource Planning) Gaia!) jap!) Gal | Lil 

Say Cue Cabral) sla) 8 8 pblre ALeriually dae gall gal pall yo ALelSie de gene ay 
ceils GLb al acl § (le bacied) Glibill do gone Leh Gle costal jancill geal ys Cay el 
daa tk slay dhe Ll sh cyan Lanes ALS ye OS gl Al jaie Maks was Go) Why 
Ade 5 GLGLall bacld Quad GAl2 iLL oll 9 Cale gleall GSI plod Lar Qt) Caagt Cus ecg yal 
Leis y Laid Sal s Bye Ae gleal Md») Apis! I) Adheyl Ap syls Azgall bbe) Gor 
ST Zalaiall Gly gine JS pie 3 piles 


Gestion Electronique Documentaries (3—iU 91! rig iY) petill Gia 


coh Lala!) Cala Ga Cy sleills «eal audi Ge 3S GIS laball ail) cl 
«oil sa) iu Gry Ge eH GuIS Aya A YL) Gi LS cclilall, Gilg dallas 
Crmese Gil gl oi HSTY) jams) Aa yo J gda aes «Bilt ll Gye aS ane lei; Ide 5 (Glut 
PGI Gl dae Ais Go Lely Wein Jy Gi gM alles Alec uguty 5S) ode 

5 Vi Lape ue Gel wy) AS Cle shill 8 HUW Cig HSI anal Ja a, 
Cr) jad aUlaill Ida Say 9 Aalaiall USla Gyberinall Gyo aul fe sae Gucci) eal! dada) Gyass 
Os cas Seal! Liebe) Guat lil) debi bid ADE Ges cs dr Jas Oss BnS 
Alla (4 Sail 4p 5 SSTY) ila I Ls) 5 caleall aaj sig SLY) ascl pal Bae Ail yo cllia 
Coby gine Cd SLeall Gyo pu ane Gai UL i) Lagall UJ shaiy Gyasiill le ells « patil 
gb Ml 5 Cililall (68 Sac DS Ge Sb GIB p35 ASV) suunll clagly 7Aalide jlay 
ellecoall yas J slaill s 
60x RU Slay Aabeiall Cassa) (Mills «and YI aaa Qala | bd) cL’ © 
Bibs A Ab ginal) 48) sll Gib gh AB, 65) lh AS Gyo 105 casballs at sill calls, 
» MT ce8 Liss Gy sll Ge AIS Pg) Sas Aabaial Ga pb (ye Ap pine 
oi oh CSg lela Gi Gus Gills) le Upeall sae Galil | digas) cLY e 
lel ay) abt DE Ge sill 4a pbIb Is Lb yy laa 5 Ae pas 
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OA Cee GaladNla cel kal) Gah YI Ct gel) Gee Jas degen! cH sti e 
BEY) Ged GSS STL y sa pd Gan) il cy gloria Gil oll iy STY) yal 
Abia! Ao pb (yo B yuwall Asie gleall (3 pall Anlbeall ein 28 Gib sll cig fSTY) ruil 
Gb Aegledl s)sY allel jaigals Gleidl Strategy patners Gb ye seal) fill Gua; 
U2 %52 cy sij ead Guus %73 dal oe a Gs ss ATY!) jal 5 Ghul 
ely Also %33 «Goull § eragll Go) Geasds %42 cguplial Sli %48 «alls 
Paes Cll 
(Datamining, Datawarehouse, SIAD) Glbral) 6) jlas | LL 
Bre DUS 5 Arile sleal) Glan) Calne (24 Aebeiall Ca pl (ys Anaad) Glibadl! JSas 
delay Bae Aa py ane pe 2 50 (Ghebed) acl gb cand J) See! Gl gis Gyo AL gb 
LS ccyee hs (28 Glan bil) alide Gye ASV! Glibeall JS Deis! le (Datawarehouse) 
Clb Adal 285 cand YI 8 Ughia y Ad) hill Slbeeall DL 2 (Data mining) oI 
= (Data warehouse) ce Caaglld bial) Las CN) aay Anllie das Aaleall tgs aLisll 
SSIAD Lis 43) 8 Le glee Qe pt ced Gal gical 2 yb Go SII ill Mag (8 bac Lull 
US arias aly US Gf Cus dap JAN led Ly Sates lads ge SE Clpbaalld 
cod Lgeres Giay Cilpbrsl) Sacld (dd 8 Leaed Gyo Sali ins 14s deald Cilbedl (yes 
cCilbarall gS Bacld plies Cle gleall (jeg ALLE g) Lola) avaliall ¢ dled ae bli) 
Ly jrreey Ughel clas teal) Carers cher) oda lee Ge per Slihedll aa pes 
708, ft Glued) ton 2a) g 


oe LLG) bss Aa gall ¢ gue gall Ye Leila prey Cilpbrall 5 jldal 4 sgdall Ida G 
cota) allel) wolic » Gtibeall cles Gle Sie ga aleial US G) Qi A) dae pull 
Ay yy 9 Aadasd (gd le gleall gy jlaad zal ati oy 982 Go) Gang apperetill sey «a pice gall 
Src lwell Ade lal) ada) aul Cis puscill NY) ade) Ayla; Mie 45 ab es! oda Caney 
Cl sate) Cail s Cadi ae LL sy ill taal) GS Legey «(SIAD) Jia) SL) C8 
OT Joa aunt ties lid pprcilll I gly pct ied (Al) Apbeal acl sil 

JS Jalsa acd gd ce gil) Lill Ls 5 G) GS: (Data warehouse) lénbia 
SUBY Jae iy CuLlball dallas Gyo ual) Yeh Aa «cil jll ga Whe Aeapall Clpbanal 
Pe Gat cand gil jl doled) GLLall GI gatas gla 
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AajLal) Ayal) Glistns yaad ye jal UL QA 98 92) Alb Ss - 
Dt) Alla (6d (a Aebie pu G9) edd US olbe} - 
labial A Jha, dey! Lass oobi Qf dl JSS Gludill ow [| 
aaa clos) (le acied ApsLaY Lgl jee 9 Ay yy pill Le geal ay puts rand ced «3 _pooleall 
Ay ys val) yualicl!) Aelaid) 4Su5 (8 Glahill Calis Ci ple (yo bypadll de sleall Ge 5S 
Aula) Alaa) (.4 (Data mining, Data warehouse) Glanbi Gla da du, «(_) all Sas 
CLUE ode) shai da jar Slat C4 leall 
ceans Casi) HY) Glad Ugiey SLuatyly ey! La gl siSi dened sill pus!) jadedll ol 
alladll Canes py hall LI ily yay Sb Gh de jgall ar biall judy Deal) pula Guo 
dobaie clin aud (ile ua USty bare Can} ary) ASL Gils Ja), «Jalal Glel jay ba) jill 
coh Cals sleall ay youlls Sibel) Gaal hei) Gy pla Ge Apulia y 4abs Ol) 8 SLA) phi 4482 
tgs 983 GAT Ul So col] WLAYL Iba 5 Baya) Glib Gist 
tgislelll 9 clea! eel) Cli, AMSige yell Ae gleall 8 Sail) f 
64a peal) gall Cilaa) Guus (le aa sle Jga jyac aes t 
pak dg CHL jl g jge Gunls facta GU ae lil ata) Ud tase Gob Tt 
$l Last 
Bales WSligll ablii Gheutis dedaiall Gee (fb pfs GI SG Gis! GU GIS ail 
ce Lclen Sec) dallens de gleall lati s ya je (8 ph Che} Cus ca) jell Luu 
Li je Ge pé ll le 5 Asbaiall Chas) Git ol Spell cay gall Ill cue Jal 
gl cles OY Aa A GI LY) ge oansy Leal AD Ge Geel) Cle dd Gas! ay 
af eDlac 15IS ol gas & y phall lags 4BdLe alas Ge US ae plat lust! Gilby ¢ 5 ple 
axe aleti gill Lyaall (le da site Grol Cus GY) ASnh Gueacl Ml, «Que j 50 
calall Gs BY) gu GYLaw) aeay Gaal clay) Gle sacks Le thay Aabaiall 
cy yids eal ill cled sels caw Jalil] anal) S&ell laa, «Ofelia 
(Extra net) 414) jusy| 
cole An side Gp fd) ASS g§ GIB 5 CH BY Ge IS & sl FI el pl AaSy! why 
ceeds Cues Lg bis degles Ade Lgl silly gas Ai gletall labial dyuilly ca LAN) Lyall 
Cbilad J pea slly eal e gly dei Al AUN GI aall jue 5g pall Aecdaiall lac! ols yl 
5h ose 59 J City ge Slee I lS pb oY 58 Os By (Leis o Je BY! Cle |) Sebi 
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OWS VSIA cal. aay 5 pte Ch lanl! ASI pgeead Gla JS) ye gl cedlec i elS 55 
45a est duds Legh bully: (ypactee Ugllecl olS ph, Aebidl Gu Slatyl 
oS Ane gael) Ca EY) ASS Aba gs Cy parte Legis Laat! lS 1) Led Auda Gs) sh 
Pp I AAS YT cans Mizar 9 Cus! fuSL ASL 

Laila dyad Gils gles cl sill I ALY els all gf cyily jl baal! Laaall - 

¢(aey Ye dana) Cd sll (8 JSLéall Antler cAyist Stele) Arla Glyhas le J paall - 

(G3) SSE cole Gi lt arb al) Shsleiil Guiss - 

Clb Rall jana g Jarl! Ladeat 1a 5 Lalaiall ae (yalaleiall alive; Lay! - 

$62 Sal) SUBLEG alulll 5 agilalais ae Cael s Slat) cle Abailaolls ol ps5 -Laull - 

Aslaiall Gl gc) abide Qa Jaeads gall seal Slice Y) Guay SAY! aac - 


as) Busy), cus BY) ASL! alal) aaa) | 3 say) 


Fuaall Ciilaed! sol J 


Ss) fusy) - Gul sy) 4suall 


Clals gf clsivs 








oteall Seal J sal 


1b yall ile Lida'yl 


eall oeig SIV) a yal 





gall Cals Gala aly 
7 gauall 


cole Spell cay ys Cu BY! al yo 


on a 


Source: Gilles Bressy, christion konkuyt, op.cit, p. 120 
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CIE Gs Cyetdtnall sil lly GSI BY) Geo jell alld ga Gash Busy) Gl sill GS 
dale higutis 5 la) gh Legis AI dal) Caagll dary cSlac) ord} ClSaill jal ga y Labaiall 
coil) Saal aga y (le Lay ghd 5S yp (A) Aaketall ¢ lay Jala Cale gleall Gh psy leat! 
coda ASuill ¢ g pe G) LS coe USM Gyo yu pads GLardlly ALG) ds ples Qle id aclu 
ASutN SSE ia gy pe gh Glial (55 pel pulls Glebe! Gee Gaede OG 
ltl Gap ge Aad gf} Ack yoieall as yall Quail le eel) .§ dade sla 
Bla} AalSs Gadd Jal Go Dexia Silly ISLAM cle 5) pial Fabicll Ss galls Gl asl 
Aabaiall 8 add SI asleill » Gy pail asad Qt) AdLe YL Glattall aporeti'y Guay ¢ 5 pall 
Oly Lea guad aay ye aleill 5S dee 8 Gal) i) Jat, ley! La sh iS Ge BolLYL 
Jal Ge la) SSI Gay pail» ale 8 yy pee Gulbis GLebaiall (8 ALLAN Sagal) sla} Aglec 


” 


4__atl_& 
Oly Shas s Sl eill ares at Gy) Gbebiall dpuill Ide Legs 4a Gy peal Ge ae 
Byles arbi is laa s clay $8 Ge Grsiy be le albis rea: call patill Osi 5 
secs Gill asel) Lana) Jae ae GS ead ill jaeill al go ae Qtlathy lagticall 
USS Sats Dey! La shi Gl lich s BYLaall Calne (4 de sluiey dela I) shi 
is AN auld BS) pees GS Dale GUNS) GLabball Cintas GYLLEDU se Layee 
Ce dale Alay ced clgildbes Gyo sald! Al glans chia 5] siSill ote ii by we Gilli, 
Aussie (gf aclu LS ceanecll Oo) ill Mash 8 Ug) ie Y Aulledy agai Aja) 4a peall Jil, 
Agia > 3} AuISe Jalsa agay patel Sst! cle 3 yall Guest's «USligll aba sale) 5 «clleall 
cCabitaall 5 Cabs gleall ao heleill G4 ASI dig yo Falls cla) cc shes Gerseill Gil Ql 
cll) le Sd Gee) Gy Sin 4d ob had Shad siSill ode bs Ql) Slbidlli 
_gebaall  CubssN) (3 gus cf Lille 5250 gall Audliall Ue 8 Ay pcs 
Lglities SL GJ Gay dca) 8 Slats Dey! Lass Gis Ylb Le pec s 
Agia!) Glalatl Aula ask Le ol siSill oda (8 Sail Jb y gle Cusul'y Alan's (gf cSrdarall 
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dey clas! ao cash siSill pueill cy shy phil! brvine [gil dobidl dsl il gS oly 
i glls «Adler! esi! GI Galella) g0 aed (il a lee y ibe glee Gye Apsledul 2) pall 
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